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True Caller ID via CapTel 
Hamilton ensures that FCC compliant Caller ID services will be provided to CapTel users of 
Pennsylvania. The FCC has required that when a TRS facility is able to transmit any calling 
party identifying information to the public network, the TRS facility must pass through, to the ’ 

called party, at least one of the following: the number of the TRS facility, 71 1, or the 10-digit 
number of the calling party. CTI has been providing True Caller ID which passes along the 
10-digit number of the person calling since August 1,2005. 

, 

The actual identity of the Calling Party is presented to the Called Party’s Caller ID box (True 
Caller ID). With True Caller ID, the Called Party may not know that they received a call via the 
CapTel service. Also if the Calling Party blocks their Caller ID, the Called Party does not 
receive any Caller ID information, functionally equivalent to a normal telephone call. 

Call-Waiting via CapTel 
Call-waiting is supported by 2-line CapTel. When the CapTel user hears (or reads in the 
captions) the “beep” telling himher a second call is coming in, the party would simply press the 
FLASH button on their CapTel phone. The CapTel user’s second caller will be on-line, and the 
CapTel user will receive captions of the conversation. The CapTel user will still receive captions 

again. 
of their first conversation, if/when they return to the first caller by pressing the FLASH button . .  

No charges will be assessed to CapTel users for these local exchange non-basic services beyond 
what the user pays their LEC for these services. 

Hamilton,verifies that this service is being provided today, therefore there is no time estimate 
associated. with completion of this task. . .  

Hamilton understands and will comply. The CapTel Database Profile Request form includes 
speed dlahg, preferred cmkr: and user‘s email address for notification purposes. Speed dialing 
is built directly into the CapTel phone’s dialing directory. Hamilton ensures that User profiles 
will be treated in the same confidential manner as the conlents of the calls made. Hamilton will 

, . a 
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transfer User profiles ,to a new service provider at the end of the contractlextension period as 
required by FCC rules. 

Following is the CapTel Database Profile Request form. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
! 

, associated with completion of this task. 
I ,  
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I I I I 

Name: Email: 

Street Address: 

City, State, Zip: I 

Customer's ESN: 

AreaCode and Phone Number: 

Options: 
I 

Preferred Carrier of Choice (COC) = 

Remove 900 call block Request 900 call block R Block the followjng phone numbers for outgoing calls: (e.g. 41 1) - 
1 l . ~  I 

I Spanish to Spanish requested 
~ 

Customer Service Representative: 1s) 

Entered into Database by: I (initials) 
--. . , -. .. - . . ..~ . -- .---- . -~ ~ 

Date Database Entry Completed: 

Completion confirmed with customer by I I , . I I 
h4ail to: CapTel Customer Service 

Ultratec, Inc. 
450 Science Drive 

Madison, WJ 5371 1 
Or: Fax 608-238-3008 

3-15 
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P. 
appropriate billiiig enlities. Route rolVIXC calls io and,fi-cm users sia the origin.uiing 
party as preferred carrier of choice. Pro.~peciive coi~.~ru.;r.ciors neusi derail IIOM~ calls will be 
routed and billed if ihe ori,gin.aiing ~:c~Llei- does noi Izase u spec(fied prejerred carrier of 
choice. 

Provide cijyropriare billing infiwinaiioii .fhr rolWIXC (kziere.3-clca.i2Se, calls io 

To encourage interexchange carrier participation, election of carrier of choice is advertised to 
CapTel users. CTI then asks requested carriers to participate in equal access. 

A11 billing is performed by the customer's long distance carrier of choice. All billing 
information is routed to the customer's carrier during the outbound call setup. The carrier 
provides accurate billing to the customer using the same process used for regular non- 
CapTel calls. 

Hamilton ensures that CTVRS users will have the ability to access their chosen carrier of choice 
for intrastate or interstate interexchange canier calls without regard to what CapTel phone they 
may call from to the same extent such access can typically be made by a TRS user (such as using 
10-10-XXXX to access carrier of choice). 

Hamilton will infonn CapTel users of the need to designate a long distance carrier for long 
distance CapTel calls and the consequences of not maqng such a designation through a variety 
of outreach methods including newsletters, outreach events, the website, etc. Following is the 
type of message that Hamilton will use to provide this education to CapTel users. 

What CapTel users need to know about long distanqe calling: 
If a customer needs to make long distance calls with Ca'pTel, they must register their existing 
long distance service or calling plan with CapTel Customer Service to ensure that any long 
distance charges are billed under their current long distance provider. 

If they do not register a preferred long distance provider with CapTel, any long distance 
captioned calls they make will be automatically billed by their state's TRS long distance carrier, 
at their long distance rate (which varies by state). There is no charge to customers for using the 
CapTel captioning service. 

What Voice Users Who Call a CapTel User Needs to Know 
People who call a CapTel user via long distance should also inform CapTel Customer Service of 
their long distance provider, to ensure their long distance calls to a CapTel user are billed under 
their existing long distance service. 
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If a voice user who calls a CapTel user does not let CapTel know their preferred long distance 
provider, any long distance captioned calls they place to a CapTel user will be charged on their 
phone bill under that state's TRS long distance carrier, at that state's long distance rate (which 
varies). 

Following is an email that was sent to state relay administrators and equipment program, 
adminiqtrators in May of 2006. 

I 

"Effective June 1,2006 all voice-in calls to the CapTel Captioning Service will receive a 
new voice greeting that alerts callers to the possibility of Long Distance charges, and 
gives callers an option to find out more information. If callers press the ## key for more 
information, a voice recording lets them know they can register their preferred Long, 
Distance carrier of choice with CapTel Customer Service, and gives them contact 
infomation. The greeting then continues as before, instructing callers how to proceed 
with their call. 

I 
"Thank you for calling the Captioned telephone service. For long distance calls, be i 

! 
i 

sure to register your preferred carrier of choice. For additional information press 
- pound,. (short pause) Please enter the area code and phone number of the person 
you are calling followed by the pound sign." I 

When the pound sign is pressed I 
"FCC rules require billing of long distance calls. You may arrange to have your 
calls billed to your established calling plan by registering your phone number with 
CapTel Customer Service at 1-888-269-7477" 

If the caller has already heard the message and chooses to ignore it, the message will stop 
automatically when they continue to enter the phone number. 

\ 
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Hamilton and its subcontractor will respond to all complaints and service, network or equipment 
inquiries from users andlor the Commission in a timely and professional manner. As discussed 
previously in Section N.-2(b) and Appendix G, Hamilton has provided and will maintain contact 
information for handling and escalating complaints and service, network or equipment failures. 

Hamilton will bring items contained in Appendix G to the PUC's attention. Hamilton will 
provide all-clear reports once any issues are resolved. 

CTI has established procedures for handling complaints regarding CapTel Service and will report 
all complaints to Hamilton. CapTel Customer Service and the toll free 800 number will be 
staffed from 8:OO AM,,to 5:OO PM Central Time, Monday through Friday. 

The CapTel ,Customer Service Department receives expression of concerns and requests 
for assistance via email, phone, or .fax., Each complaint is addressed promptly by one of 
CTI's representatives with the goal of 'same day ser$ce' when technically feasible. 
Hamilton will resolve all complaints - if they contact: the CapTel Customer Service 
Department directly,"if they contact the Hamilton Relay Customer Service Department or 
the regulatory body. "Hamilton will ask the customer for all pertinent information regarding the 
complaint and will explain th t ustomer Service will contact them again after investigating the 

Customers can call Hamilton for any complaint or trouble reporting 24 hours a day seven days a 
week. We are ALWAYS av,ailable to customers. Somq CTVRS users will automatically contact 
Captioned Telephone h c .  directly-rather than Qe Hamilton Customer Seeice Department. 

Hamilton can handle all CTVRS trouble reports even after hours and will act immediately to 
restore service to CTVRS users. 

--All-~complaints received by supervisors, either verbally Jr  in writing, are documented including 
their resolution, kept on file and are 
provide timely, sufficient information to the C regarding c%ijpJaalnts 'to enable the PUC to 
maintain the complaint"1og and s u b m z q u i r e d  by the FCC on an annual basis. 
Hamilton will suba t  copies of complaints to the PUC oh a monthly basis:. 

Hamilton is unable to.!a.ccept the following Sections aiid has listed this'as an exception in 
ihe A tiachment to &e Transmittal Letter: 

complaint . 7 - 

I 

ailable to the Conpnission u p o n w s t .  Hamilton will 

- I - 
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Hamilton verifies that the procedure for resolving complaints is complete, therefore there is no 
time estimate associated with completion of this task. 

r. Explaiii k o ~ t  qualioi mi.d quaizritj of CTVRS seivice will be ineusured aiid bow 
fa.ilures to meet staizds.rds uiid expeclatioii.s will: be derecled and recorded. Prospecrive 
coiatractors iizust propose a sysrenz of peiralties io apply iii the even1 of failure 10 m e a  
requisite sraizdards nizd expecin f ions, IO Ihe exieizl no1 ollzenvise speciJed iii this RFP. 

One way that quality is measured is through the CA testing program which requires a proficiency 
1evel.for CapTel CAS of 130 WPM speed of transcription with a 2% or less Error Rate and 98% 
accuracy requirement in a testing environment. 

Quality is also measured in terms of answer performance by means of staffing. Hamilton 
ensuresethat adequate staffing will be supplied to provide QapTel users, under the agreed upon 
volumes, with an average answer speed of 85% of all calls~lanswered within 10 seconds on a 
daily basis including abandons. 

Hamilton ensures that service standards relating to answer speed will be met including those 
times of increases or spikes in call volume. CTI is able to manage call volume easily because 
the States that-have full CapTel service available typically have a limit on the number of 

~ ~ p T d - u s e r ~ f o r - - ~ h ~ ~ ~ s t - d a y - o f -  service and also a limit on the number of additional users 
that can be added per month. CTI also tracks the number of CapTel phones distributed to 
users. Combining this with an average length of each call allows CTI to predict the number of 
Captioning Assistants that are needed. CTI provides adequate trunking capacity, CA work 
stations, personnel staffing, and equipment capacity to meet the current FCC Standard of 85% of 
all calls answered within 10 seconds on a daily basis including abandons. 

In addition, Hamilton ensures compliance with the P.01 customary T.RS industry standard for 
blockage. No more than one call in 100 will receive a busy signal when calling the Captioning 

. 
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Any situation that has caused or will cause complaints from more than five (5) users or that 
has or will last more than five (5 )  hours in duration must be brought to the Commission’s 
attention and to all users’ attention as soon as it is realized that the situation has met or will 
meet these parameters. 
Periodic status reports and Root-cause analysis as specified by the Commission in 
accordance with the nature of the situations as they arise. 
Each failure to provide any of the.requisite noti’ces or reports will be a separate breach of the 
contract . 
Hamilton is unable to accept the SLA contained in Appendix D. Hamilton has listed this as. 
an exception in the Attachment to the Transmittal Letter. 

, 

, 
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Center at the busiest hour. 

In addition, CTI also has reporting mechanisms and alarm systems to detect and record failures. 

Hamilton is unable to accept the SLA contained in Appendix D. Hamilton has listed t h i s  as an 
exception in the Attachment to the Transmittal Letter. 

' Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. I 

I 

s. 
oil u daily basis. Pi-ovide suflicieiii call ceiirei- capacity suck thar abandoned or lost calls 
do izor e-xceed 2 % of' roral cull whine. These miidiii-ds apply separately to ca.lls in. 
q u e u e ~ f i ) i ~ ] ~ u s ~ - ~ o - ~ ~ ~ s ~  mlls  and 10 calls iii qweue-fos a supeivisos. Two-line call and 
siiigle-line call should be meuswred sepasmely LtiiIess they ase iii the sam.e queue. See 
Appendi.~ D.fi)r the applicable SLA. 

Maiiziaiii an iiserage speed of aii. .~~7ei- of 9.9 seconds os less for 85% of the calls 

As  aniended in the State's respoiises to Pre-filed quesr?ons RFP 2005-2 CTVRS 
Section 111-2.s. and Appeii.di.x D. I n  regards to the reqhirtment f o r  aiiswer speed. 

The State has decided the applicable standard for the term of the coittreci will be Federal 
Coinni unicatwns Coi;znzission iiiiiiiiizun1 standard as stated: 

TRS facilities shad, except duibig network failure, u.iiswer 85% of all ca.lls witkin 10 seconds 
bj, aiij; ni,eth.od which ,results in the caller's call iinm e&ile(~~ being placed9 not put in queue or 
on hold. I The ten secqnds begins at the time the caU iddelivered to the TRS facility% network. 
A TRS facility shall etzsure f h i  adequ.a f e network fc.c{lities shall be used in conjunciion with 
TRS so,tii.at under projected calling vo1uiii.e the probability qf a busy response due to loop 
truszk coiiges,~on shall be functional[. equivalent io what a voice caller wouM experience in 
aaeiiipting to rea.ch u part?, tizrougk the voice telephode network. 

Hamilton understandsithat TRS facilities shal.1, except during network failure, answer 85% of all 

placed, not put in queu;e or on hold. 

Hamilton ensures that adequate staffing will be supplied to provide CapTel users, under'the 
agreed upon volumes, ;with an average answer speed of 185% of all calls ahswered within 10 
seconds on a daily basis including abandons. As a CapTel provider in other states, Hamilton , 

communicates with CTl frequently to project future demand so all standards can be met. 

~ - - - ~ ~ ~ ~ ~ ~ ~ ~ O - s ~ ~ n ~ ~ ~ ~ ~ ~ ~ - w h i c h - ~ ~ r r l t s - ~ ~ a ~ l - e r " 9 c a ; 1 1 .  ihmedi ate1 y being 
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Hamilton ensures that service standards relating to answer-'speed will be met including those 
times of increases or spikes in call volume. CTI is able to manage call volume easily because 
each State that has full CapTel service available has a limit on the number of CapTel users for 
the first day of service and also a limit on the number of additional users that can be added per' 
month. Combining this with an average length of each call allows CTI to predict the number of 
Captioning Assistants that are needed. CTI provides adequate staffing to meet the current FCC 
Standard of 85% of all calls answered within 10 seconds on a daily basis including abandons. At 
this time, all CapTel statistics are compiled into one queue ~7ith the data provided on a 
national basis. 

Adequate network facilities are used with the provision of CapTel so that under projected calling 
volume the probability of a busy response due to loop trunk congestion shall be functionally 
equivalent to what a voice caller would experience in attempting to reach a party through the 
voice telephone network. 

Hamilton ensures compliance with the P.01 customary TRS industry standard for blockage. No 
more than one call in 100 will receive a busy signal when calling the Captioning Center at the 
busiest hour. 

Hamilton is unable to accept the SLA contained in Appendix D. Hamilton has listed this as an 
exception in the Attachment to the Transmittal Letter. 

0 
Hamilton verifies that this service is being provided' today, therefore there is no time estimate 
associated with completion of this task. 

t. , E.xpla.iii  ha^: i.mrs asid the Coinnzissioi? will  De kepr advised ~J'chaiiges to senrice 
aii.d of the sta.tus a.iid expected resolution of aiiy sei?ice-afleectiiig coiiditioizs. Seven (7) 
days udva.ii.ce iiotice to the Conini.issioii aizd reg islered useis is required for aizy changes 
affecting more thaii 5 %  of ike reg islered users. Fo$-ty-eigh.t hou1.s iwldce is reguired-for 
a.ny iiorice a#ecriii.g 5%) or less oftlie reg isresea! uskrs. F O ~ .  m y  qfier-tlzeyact notice, 
notice nzusl be provided IO ike Conmission w.tirliiis ,five (-5) koui:y ifeqkisa.len.1 allel-nate 

, sei-vice has been placed iii seivice with ii .o break iii:lsenvke. -_ Breaks - . in service i;equil-e 
iiiziii.ediate notice to the Cminissioii and nolice 10 j:egis~ered users as 10 how to obtaiii 
equ.iva.leiit alteixgze seivice iii. the iilteriin. 

Plans to Inform the State of Technological Advances 
Hamilton will notify the PUC 7 days in advance of any change in the CapTel service which is 
likely to affect more than 5% of all registered CTVRS users provided that such changes in the 
CapTel Service are known at least 20 days prior. For othet changes which will affect users, 

' 

. 
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I .  

1 :.. 

’ Hamilton will give at least 2 days notice, provided such changes are known to CTI at least 10 
days prior. 

Hamilton will use a variety of communication methods to inform the PUC and users of new 
developments or products such as formal letters, e-mail, (or phone conversations with the PUC) 
when appropriate. 

u. Maiizduiii uiad publicize a point of coii.tq,ct ,w?irhiii rhe matractor’s organization .for 
mer uiad Conznrissioii questioizs aizd coniplciin rs if the coiisru.c:tor does riot plan to a.Ctively 
operate rhe CTVRS system in-house uizd oii-~~remises. Mimres spenl Ialkiizg with this 
point of conlac1 aiid iii esccrlation activities ure, i io t  conipeizsa.ble as CTVRS,niiii.ures even 
if CTVRS services are required do handle the connnuii.ica.tioi~. 

ii 

As uineiided in the Sjate’s Suiniizai-v of Pre-proposal Conference 
Section IV-2.u. regarding call miii.utes spent talking in the C?VTRS ~~oirir of contact or in 
escpla.rion activities not be billed under tke resulting coii.ti*ac~. 

Decision: Tlie Veizdoi:~ will eac1i~fi)llow up with 1he S L I ~ L ‘ ~ I I ~ ~ - U ~ L : ~ ~ ~ -  oii lheir cupbility to provide 
ca.ll ni.iii.ule separatioii.for coni]~la.iii~/escalatioil and ivebsite/user ii~f?)1-nlation acrivities. ?f  the 
subconsmcior c;uiiii.or:: curreizily provide such separu,rio!i,  he vendor should indicate rlzis in its bid 
response oird include fa sdarement tkur rhe veizdoi- will qoni.lnir to work ~ i l l i  tlze subcoiiIracIor to 
develop 1ha.t cupabiliqi during the iiiiiia.1 coii.trcict period. 

Todd Behanna will be the PUC’s direct contact for complaints, consumer information or any 
other needs. Todd’s contact information follows: 

Todd Behanna, Contract Manager 
Hamilton Relay 
8383Greenway Blvd., Suite 90 
Middleton, WI 53562 
TTY: 800-600-7826 
Fax: 608-827-0402 

- - - E-Mail-rt-od-d-rb-eIramrae-hamiltcmre I a y m m  

!4 I 

i 

Hamilton is unable to provide call minute separation for complaint/escalation and websitehser 
information activities performed through CapTel service. Hamilton has listed this as an 
exception in the Attachment to the Transmittal Letter. ’ 

There is no time estimate associated with completion of this task. 
!, 

Pennsvlvania CadTel 
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v. 
user iiifornmrion and coiiti-acior contact infoimitioii. .  Minutes speiz t talking with in 
accessing such inforii~a.tioii are 11.01 conipeizsn.ble as CTVRS niiizutes even [ f  CTVRS 
senlices are required to liandle the con~mcrnicnrioii. 

As ameiaded in the State's Summan of Pre-proposal Conference 
Section IV-2.v. Disallows cull millutes spent discu.gsiiig -wit11 a ca.ller iigoinmtion iizcludea' on rlze 
required websilre or Ziz accessing potential user iilforinarioii. 

Decision: v ie  Vendors ~7ill each jidlow up with lrlze subcoiitracIor 011 their cupabiligi to provide 
call m.iizute separation foi: conz~~luiiit/esca~cition. mad websire/u.ser iiiforiimtioiz mtivities. If the 
subcontru,ctor caizizot currently provide sul i  separaiion, the vendor should indicate Ihis iii its bid 
response and include a staleiizeiz~ that the vendor will com.nzit to work with rhe subconti-a.ctor lo 
develop lhal capabtlio? during Ilze iizitid c011tract period. 

C TVRS W ebsi te 
Hamilton will maintain and publicize a CTVRS website and toll-free service with user and 
potential user information for Pennsylvania. Information such as the following will be listed on 
this website: 

0 Description of CapTel 
0 

0 

0 CapTel telephone numbers 
0 Contact information for'Hamilton 
0 Detailed complaint infomation 

Maintain and publicize c1 wehile and iolLfi-ee service will1 user arid potelitid 

Explanation of how to use CapTel 
Links to the PUC's website and to the PUC's Telecommunications Device Distribution 
Program (TDDP) websi te 

Hamilton will provide a link to Captioned Telephone, Inc.'s website on the CTVRS website. 
Information such as the. following is listed on CapTelTs weqsite at www.captionedtelephone.con~: 

0 .  

0 

0 

0 

0 

0 

0 

0 

0 

0 

How to get CapTel 
How CapTel-Works 
Benefits of CapTel 
CapTel Specifications 
2-Line CapTel information 
Frequently Asked Questions 
Customer Service Information 
Instructions on using the CapTel phone 
CapTel user's manual 
CapTel + 91 1 

_ _  
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Hamilton is unable to provide call minute separation for complaint/escalation and website/user 
' 

information activities performed through CapTel service. Hamilton has listed this as an 
exception in the Attachment to the Transmittal Letter. 

Hamilton estimates spending 16 marketing staff hours to implement the CTVRS website. 

Hamilton will maintain and publicize information on the CTVRS website for users on Hamilton, 
PUC, and FCC complaint and complaint escalation procedures. 

Descrjption of Complaint Procedures on CTVRS Website 
Hamilton's Complaint Resolution procedures and FCC complaint processes will be described on 
the CTVRS website. 

The CTVRS website will include the f o l l o ~ h g  language or can be changed if so desired: 

To complain about a CTVRS call, please contact: 

CapTel Customer Service OR 
By CapTel Phone or voice: 888-269-7477 
By TTY: 800-482-2424 
By FAX: 608-238-3008 
Email: Ca~Tel @Ca~Telh4 ail .co11i 
By Mail: 
Ultratec, Inc. 
Am: CapTel Customer Service 
450 Science Drive 
Madison, WI 5371 3 

Ham i 1 ton R e l q  Customer Service 
By CapTel phone, Voice or TTY: 800-618-4783 

By Fax: 402-694-51 110 
E-mail: info@ha~~iltonrelav.com 
By Mail: 
Hamilton Relay Customer Service 
P.'O. Box 285 
Aurora, NE 6881 8 

i; 

If they are unable to resolve the complaint to your satisfaction, contact your State Relay 
Administrator. If your complaint remains unresolveb, you may contact the Consumer 
lnformation Bureau at the FCC. The FCC will investigate your complaint and determine a course 
of action. If you remain unsatisfied, you may submit a formal: written complaint to: 

FCC Enforcement Bureau 
Telecommun icati ons Consumer Division 

Washington, D.C. 20554 

-- -- 

Hamilton estimates spending 40 marketing staff hours to implement. 

1 

e 
1 

I 

al 
: i  

I 
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I 

117-3. COMA4UNICATION A SSISTAh'T (CA) STANDARDS. The poposal slzould 
provide details os 10 rhe methods qf meeting t h e ~ f o l l o ~ ~ i n ~  I ~ I ~ J I . ~ I Y I U I ~ Z  CA stmzdards: 

All CapTel CAS are required to have the requisite experience, expertise, skills;howledge and. 
education and are adequately trained to accurately caption in a professional manner the words 
spoken by the hearjng party without intervening in the communication between the parties. CTI 
has a detailed CA training plan in place to ensure that all standards as applied by the FCC to the 
provision of CapTel are met by each CapTel CA. At any time if a prospective CA does not 
demonstrate the ability to achieve the expected standards, they may be removed from the training 
group and employment terminated. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

b. , 

nzainlaiii cmy r-ecords of coiiversalioii comelit iii ciny.foriii. Paper mzd/or electronic 
sroruge q fmy  c.oiii.iizunicalion.r conducled m e r  the reluy will i i o i  be gerinitted iii order to 
safegum-d coi!fidCiiticr.lity. Coi$deiiiia.liiy O J ' ~ ~ o i i i ~ i ~ ~ ~ i ~ i c n i i ~ i i ~ ~  obligations sui-vive the 
rei-wiiia~ioii of rhis coii.triicr. Prospecrive coiitrucior.T i i u ~ ~ t  provide u C Q ~ J ~  of the 
ccmfidenriaJin) agipeinerir  ha? C4 s will be asked io sign. 

CAS iizusr keep rhe existeizce uiid coiiieiir of crlr! calls coi#deri.tial and nauslr not 

Hamilton ensures that all CAS will adhere to strict policies of confidentiality, which comply with 
all FCC confidentiality requirements. Hamilton will collect only that personal information 
necessary to provide and bill for the CapTel Relay service being rendered. Following is a 
Confidentiality Agreerneni that all CAS are required to sign prior to taking any live calls. , 

Confidentiality Agreement 
Information obtained during a CapTel call should not be shared with any person except a 
member of the CapTel management staff who has asked for specific information. This 
information may be needed to clarify technical, policy, emergency, venting, consumer or 
customer service issues. General call information will not be shared unless it is used to clarify, 
vent, GI' reach. infmzaiion about call content should be discussed in a private area oi~ly. 

A Captionist may feel the need to "vent" about a call due IO problems, complaints or stress from 
handling the call. The Captionist may ask to speak to a Supervisor or other member of 

Pennsylvania CapTel 
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management (as long as it wasn’t their call) in a private area. Clarify before the conversation 
you wish to “vent” about a call. 

The success of CapTel depends on quality and complete confidentiality. Consumers will be less 
likely to use the service if they feel their personal and professional calls are not kept in the 
strictest confidence. It is very important all Captionists understand and abide by the 
confidentiality policy. 

CA s do not maintain any records of conversation content in any form. Paper andor electronic 
storage of any communications conducted over the relay are not be permitted in order to 
safeguard confidentiality. Hamilton understands that confidentiality of communications 
obligations survive the termination of this contract. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

Pennsylvania CapTel 
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I HAVE READ THE FORGOING AND AGREE AS FOLLOWS: 

0 I will not disclose to any individual (outside of a member of the CapTel management 
staff) the identity of any caller or information I may learn about a caller (including 
names, phone numbers, locations, etc.) on any CapTel call. 

0 I will not act upon any information received while processing a CapTel call. 
I 

0 I will not djsclose to anyone the names, schedules, or personal information of any fellow 
worker at CapTel Inc. 

0 I will not share any information about CapTel calls ,with anyone except a member of the 
CapTel Inc. management staff in order to investigate complaints, technical issues, etc. 

0 I will continue to hold in confidence all information, related to the work and calls I have 
performed while at CapTel Inc. after my employment ends. 

I will NOT reveal my Captionist ID number in conjunction with my name unless asked 
by a member of the CapTel h c .  management staff. 

0 I will not share with anyone any technical aspect of,my position at CapTel Inc. unless 
asked by a member of the CapTel Inc. management'staff. 

I will not talk about consumers or call content with ,hny fellow Captionists. 0 

0 I will not ljsten to or get involved in calls taken by fellow Captionists. 

I understand a breach of any part of this agreement may result in disciplinary action up to and 
including termination of employment at CapTel lnc. 1 recognize the serious and confidential 
nature of my position. 

Employee Name 

Date 

Pennsvlvania ..CaDTel - .  
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CapTel CAS are required to maintain a proficiency level of 130 WPM speed of transcription with 
a 2% or less Error Rate and 98% accuracy requirement in a testing environment. This 
information, listed in the CapTel Summary Report under the heading titled CaDTel CA Statistics 
will be reported monthly to the PUC. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion~of his  task. 

CapTel CAS do not limit the length of a call and will stay with the call for a minimum of ten 
minutes when answeiing and placing a call. 

Hamilton ensures compliance with the FCC rule which requires that the CA shall stay with a 
relay call for a minimum of ten minutes. 

The situations in which a CA would change during a call would include: 
1) More than 10 minutes past scheduled break or lunch time 
2) More than 10 minutes past the end of a shift 
3) CA is observed having extreme difficulty processing the call 
4) Call has been in progress more than 30 minutes with difficult call content or speed, or 60 

minutes or more of an average call 

The change of CA is handled through a supervisor who approves the change, finds an available 
CA to exchange, and issues the Call Take Over. When a change occurs, the new CA is identified 
to the CapTel user. Just prior to the change in CA a message is sent to the CapTel user 
indicating there will be a change in CA. After the change, a new message is sent with the new 
CA number indicating they have taken over the call. This way the client can choose to stop the 
standard phone user from talking for a moment until the new CA is fully in place. The change 
attempts to take place while the client is speaking so that the least amount of information to 1 

caption is lost. 

Hamilton verifies that. this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

e. CAS shall no1 disooiiizeci LI call uguiiisi ilw wislies cfilw oi-iginciiiiig trizd 
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CA's will not disconnect a call against the wishes of the originating and terminating parties, but 
will have a supervisor take over the call if necessary. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

J: CAS vi11 rransjer uiiy emergency cnll IO the appropriare PSAP. 111. addition, the 
CA nwsi pa.ss a.lOizg the caller's teleplmze number 10 the PSAP operator wIl.erz a caller 
discoimecls before being coimected 10 emergency seivices. 

Due to the nature of CapTel technology, the requirement to establish and maintain appropriate 
contacts and connectivity with the Pennsylvania Public Safety Answer Points (PSAPs)  does not 
apply. 

91 1 calls with a CapTel phone connect directlv to the PSAP. The PSAP receives the caller's 
ANI directly from the network. The captioning service and CA are not involved in the 
connection to 91 1 and, therefore, do not need to pass along the caller's ANI. 

91 1 calls placed using one-line CapTel are not routed through the captioning service - the 
CapTel user connects directly to the PSAP in VCO mode on the CapTel phone. Therefore, the 
captioning center js not involved jn any way and i s  therefore unable to pass along a caller's ANI 
to the local PSAP. However, since the caller dialed 91 1 direct, the 91 1 center receives ANI 
information just as they would on any other call. 

When calling 91 1 in emergency situations using 2-Line CapTel, one line is routed directly to the 
appropriate 91 1 center and the second line is routed to theicaptioning center. This allows the 
user to receive captions on one line and hear the conversation as well as be connected directly to 
the 91 1 center. The 91 1 center receives the caller's ANI information directly from the network in 
the same way as a non-CapTel call. 

1 

Please see previously in this Tab in Section 2.1 for more ififormation regarding the 91 1 process 
via CapTel. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

Pennsy!,vania CapTel,' 
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IV-4. CTVRS USER EOUlPhdEA7T. The proposal should provide derails us io the methods of 
L meeting rke.followiizg inin iiiiuin equipinem .sIci.si.dcrrds: 

Hamilton’s provision of CTVRS will make use of the Captioned Telephone, developed by ’ 
Ultratec, Inc., which is the same equipment used by the existing population of captioned 
telephones in use in Pennsylvania. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

The CapTel display provides word-for-word captions at all times during a call session, including 
the status of the call, such as dialing, ringing, busy, disconnected, or on hold, throughout the call 
session. The system will provide feedback to callers rebarding the call status within ten seconds 
after a caller has dialed the number and will continue to’provide feedback until the call is 
answered or deemed not answered. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

ilie user . - -  - . _  

The CapTel phone can, be moved from one premises to another by the user. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

Pennsylvania Capiet 
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Device Disrribulion Program (TDDP or TDD Progrunz) equtpeizr distribution (See 35 
Pa. C.S. Q 6701.3). 

AS discusseti irt the State 9s Simrnan~ of Pre- proposal Coifererice 
A clarifviiig g u e s ~ o n  was raised by Spi-inl: \Vli.erlier the coiitra,cior WUS e.xpected ro provide end 
user equipment under the coii.tra.ct'jbr C U S I U I ~ ~ ~ S  not coveted by TDDP:? 

The following response was oflered: No, the ven.dor is expected 10 be par1 of the procuiainmt 
stream. of activity and a.n eianbler to eiilzance rlze ping ram. They are 11.01 expecled to iii.veiit0i-y 
equipm.eiat. However, the)? are apecred IO be iizvolved in referrals and could provide or 
negotiate discounts on belzalf of CTVRS ccisIoni.ers ivho are not eli,qible.fbr TDDP disrriburioiz. 
The vendor is viewed by rhe Com~izission as ~i purtner in this progrum 10 assuse gualir;ll 
respomive service IO the users. 

a e. Efforts slzould be inude to seek rhe besr price on the eyuipmeiit IO be sold t o  the 
. 

. . purchasing of equipment. 
residents of Pemzxylva.iiia.. This iizclwdes rke options qf refirhislied equipment and bulk 

~amil ton will promote the distribution of CapTel phones to potential CTVRS users to assure 
quality responsive service to users. 

In order to provide the best price on equipment, Hamilton will arrange, for a limited time only, to 
make CapTeP phones available for just $99.00 (normally a rezail value of$495) to those who 
do not qualify under the TDDP program. End users can make use of a 90-day trial period, which 
guarantees that if end user is not entirely happy with CapTel, she can return the phone for a full 
refund within 3 months. To obtain a CapTeP phone, end users simply submit a completed order 
form to WCI (Wejtbrecht Communications, lnc.). Orders are fulfilled by WCl on a fnst come 
first serve basis. Hamilton will make order forms available via the CTVRS website and 
Customer Service. 

Refurbished units are offered on a very limited basis depending on availability. Units are sold 
directly through WCI. In ,addition, WCI sells the units to the TDDP program. 

! 

Hamilton estimated approximately 5 Contract Management hours per month will be associated 
with completion of this task. 

Pennsylvania CapTel 
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Hamilton has included the cost of the $99 offer in its MOU rate. If the $99 is not desired, 
Hamilton will subtract the cost of this offer from its per minute MOU. 

There is no time estimate associated with completion of this task. 
, 

Following is the warranty offered with the CapTel phone. 
1 

Ultratec One Year Liniited Warranty 
Warranty terms: 
Ultratec shall repair or replace a defective Product, at Ultratec's option, free of charge if returned 
to Ultratec, freight prepaid, within one year after the Product has been shipped to Purchaser, 
provided, however, that Purchaser shall give Ultratec written notice within said time period of 
the fact of such defective product and shall also indicate in writing the nature of the defect upon 
returning the defective product to Ultratec. 

This warranty covers defects in materials and workmanship only. It does not cover damage 
caused by accidents, defects or damage resulting from misuse, abuse, or disregard for reasonable 
care, or damage caused by subjecting the product to unspecified electrical voltage or attaching 
inappropriate device. 

Other than as stated herein, there are no other warranties, whether by sample or model, by 
description or quantity, whether expressed or implied, and there are no implied warranties of 
fitness for a particular; purpose or of merchantability. ' 

This warranty shall be. limited to the foregoing obligations of Ultratec and specifically excludes 
any incidental or consequential damages resulting from defects in the product. 

Warranty service is available at : National Service Center 
Ultratec, Inc. I 

450 Science Drive 
Madison, WI 5371 1 
608-238-5400 Voice/TTY 

In the case that the product is shipped to an Ultratec seivice center for warranty service, the 
owner is responsible for payment of shipping charges. 'Because damage during shipment is not 
covered by this warranty, the product should be inenred for shipment by the owner. 
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Four Year Limited Warranty Extension 

Warranty terms: 
Same as desciibed above with one exception. It does not cover battery replacement. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

h. Prospective coil:~roc~ors must dera.il p1u17sJor upgmdiizg user equipment. 

The company that developed the CapTel phone does from time to time make software upgrades 
available for user equipment. Software upgrades can usually be done automatically over the 
telephone line. Hamilton, will notify the PUC and users of any CapTel upgrades that are 
available. 

As discussed previously in this Tab, CapTel technology was developed by Ultratec, Inc.; the 
parent company of CTI. CTI is the sole source provider for CapTel service in the United 
States. Further in this section is Ultratec's technology timeline, which clearly demonstrates its 
ability to adapt to improvements in CapTel technology and to implement state-of-the-art 
technology in providing the service. 

Plans to Inform the State of Technological Advances 
Hamilton will notify the PUC 7 days in advance of any change in the CapTel service which is 
likely to affect more than 5 %  of all registered CTVRS users provided that such changes in the 
CapTel Service are known at least 20,days prior. For othe? changes which .w,ill affect users, 
Hamihn will give at-least 2 days notice, proiided such changes are known to CTI at least 10 
days prior. 

Hamilton will use a variety of communication methods to hform the PUC and users of new 
developments or pmducts such as formal letters, e-mail, (or phone conversations with the PUC) 
when appropriate. 1 ,  

_ _  - _.. .__ .- _ _  , - . .. .._ 
CapTel Technology 
CapTel technology was developed by Ultratec, Inc., the parent company of CTI. CTI is the sole 
source provider for CapTel service in the United States. Following j s  Ultratec's technology 
timdine, which clearly de'monstrates its ability to adapt to J,niprovements in CapTel technology 
and to implement si.ate-of-tbe-ar! tachnology in providing the service. 

I ,  

I .  

i, 

! 
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The Quality Leader 
. Since 1978, Ultratec has been listening to people who use TTYs to design better, faster, and less 
expensive ways of connecting people with people. By putting the customer’s needs first, Ultratec 
has grown to become the world’s largest manufacturer of TTYs. Today, Ultratec TIYs are 
recognized worldwide as the standard for excellence in text telecommunications 

’ Advanced Technology/Ultra tec Inventions 
For more than 27 years, Ultratec has pioneered the way in text telecommunications technology, 
inventing new ways for people to communicate with one another. Ultratec’s numerous patents 
attest to its ongoing commitment to research and development. 

Ultratec’s Technological Innova tions-Technology Timeline 
Please visit Ultratec’s’website at http://www.ultrarec.con1/info/GenHistTime.htm1 for a detailed 
Technology Timeline that itemizes by year all of Ultratec’s technological inventions from 1978 
to 2005. Below is information taken from Ultratec’s website highlighting the technological 
invention of CapTel beginning in the year 2000. 

662000...Consumer testing begins on CAPTEL, or Captioned Telephone, a new breakthrough 
that allows people who have difficulty understanding what is being said over the telephone to 
receive live captions of their telephone conversations. CapTel is the key to making telephone 
calls functionally equivalent to traditional voice calls, enabling people who are deaf or hard of 
hearing to enjoy telephone conversations with the same ease, speed, and confidence as telephone 
callers everywhere.. . 

2002 ... Consumer testing continues on CapTel throughout the United States, with more and more 
states conducting consumer trials over the course of thd’year. In recognition of its adoption of 
Ultratec’s CapTel and Fastran technology, the state of Wisconsin receives the NASCIO 
Recognition Award for Outstanding Achievement in the field of Information Technology.. . 
2003.. .CapTei technology is APPROVED BY THE FCC, enabling individual states to offer 
CapTel as part of their relay services. In announcing the decision, FCC Chairman Michael 
Powell states that CapTel “brings important innovation and additional choice to Americans with 
hearing disabilities.” Ultratec develops 2-line CapTel, offering CapTel users even greater 
flexibility/control over their own calls.. . 
2004.. .In January, Hawaii becomes the f i s t  state to offer FULL SERVICE CAPTEL to its Relay 
customers. Many more states convert from consumer trjals to full service CapTel over the course 
of the year. By December. the majority of states, nationwide: offer full service CapTel as part of 
their standard relay service. CapTel service is also available nationwide through the Federal 
Relay Service.. . 

Pennsylvania CapTel 
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2005.. .Expansion underway at Ultratec's Communications Research Center as interest and 
demand for CapTel service continues to soar.. ." 
Because Hamilton and its subcontractor are continually researching technological advancements 
it is difficult to predict the number of staff hours that will be spent on the development of 
technology. 

The only equipment that works with this service is the CapTel phone. 

j .  End imrs skull 1m:e the option. of eirher single-line or 2-liize service. 

CTVRS users will have the option of using either One-Line and Two-Line CapTel Service. 
Please see the following Section for a description of both services. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

k. 
iheir 2-line CTVRS as coiztrusted with siiigle-line CTVRS. 

Prospecthv coriIro.cIors nzust provide n derailed description of the operation of 

Following is a description of the benefits of using 2-Line CapTel as well as how it works. 

2-Liac CapTel Service 
2-Line CapTel Service truly enhances the functional equivalency and quality of CapTel Service. 
2-Line CapTel benefits users because calls are direct between parties. 2-Line CapTel also 
supports enhancements that users have purchased from their local telephone company, including 
call waiting and Automatic Call Back ("69). Another advantage is that captions can be turned on 
or off at any time during the call. This means that multjple'users in the same location can enjoy 
a conversation via another extension in the home or office. Users also benefit because 
captioning is available on emergency 91 1 calls and there is no separate telephone number for 
voice callers IO remember. 

By using two telephone lines, the CapTel users listen to their conversatjon on one line while 
receiving typed text from the captioning service on the other line. M7hen B CzpTe! user 
receives a call, the standard phone user will simply dial ithe user's phone'line directly 
instead of dialing an SO0 number and accessing the capdoning service. When calling 91 1 in 

Penns .lvania CapTel 
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emergency situations, the 2-Line CapTel users' call is routed through the captioning center 
allowing the user to receive captions on one line and hear the conversation on the other line. 

Requirements for 2-Line CapTel Service 
0 A CapTel telephone (Model 200) 
0 Two analog telephone lines with separate telephone numbers are required. The second line 

cannot merely be an extension line. 
0 Individuals must configure the CapTel phone in order for 2-line CapTel service to be 

enabled. It will not automatically switch to 2-Line mode. 

These instructions are included in the CapTel User Manual as well as on the CapTel Website. 

Dialing 911 in an Emergency - Two-Line CapTel 
When calling 91 1 in emergency situations using 2-Line CapTel, one line is routed directly to the 
appropriate 91 1 center and the second line is routed through the captioning center. This allows ' 

the user to receive captions on one line and hear the conversation on the other line 

Dialing 911 in an Emergency - Single Line CapTel 
When calling 91 1 in emergency situations, the single line CapTel users' call will be 
automatically routed to the appropriate 91 1 center because the call was placed from the users 
home line. 91 1 calls will not be routed through the captioning service. This means: 

0 ' There are no delays in accessing emergency personnel, as calls are directly connected to a 
911 call center. 

0 Emergency 91 1 calls are not captioned in the same manner that regular CapTel calls are 
because the call is not routed through the CapTel Captioning Service. 

0 Emergency 91 1 calls are treated as VCO calls during which the 91 1 call-taker can hear 
everything the CapTel user says, and then types their response (on a TTY) that appears 
on the CapTel display screen. 

0 The CapTel user speaks directly into the handset, as with any other CapTel call. The 91 1 
call-taker will hear everything the CapTel user says. The CapTel user will not be able to 
hear the call taker, but the dispatcher can type instructions on a TTY, which will appear 
on the CapTel display screen. 
Emergency 91 1 Services will h o w  the ANI caller and be able to locate the individual 
and send appropriate help, based on the location from which the CapTel call is placed. 

0 
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